Commerce Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

|Commerce I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error Controlled 0 1
Substance 0 0
Total 0 1
0 0
None Internet 0 1
Explorer 0 0
None 0 1
0 0
Total 0 2
0 0
Reporting Controlled 0 1
Substance 0 0
Total 0 1
0 0
Total 0 4
0 0
PC/Laptop Hardware None 0 2
0 0
Total 0 2
0 0
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High Low Medium Total
Application Password Utah Master 6 6
Directory 2 2
Total 6 6
2 2
Total 8 8
3 3
Network Error None 1 1
1 1
Total 1 1
1 1
Incident Novell Client 3 3
for 32-bit 0 0
Total 3 3
0 0
Password None 1 1
1 1
Total 1 1
1 1
Total 5 5
2 2
Telecom Call/Receive None 1 1
1 1
Total 1 1
1 1
Hardware None 1 1
1 1
Total 1 1
1 1
Total 2 2
2 2
15 15
7 7




High

Low

Medium

Total

_No Tier 2 None None 4 0 4
0 0 0

Total 4 0 4

0 0 0

Total 4 0 4
0 0 0

Application Error Internet 1 0 1
Explorer 0 0 0

None 6 0 6

4 0 4

Novell Client 1 0 1

for 32-bit 0 0 0

Novell 5 1 6

GroupWise 0 0 0

Total 13 1 14

4 0 4

None None 5 0 5
4 0 4

Novell 1 0 1

GroupWise 1 0 1

Total 6 0 6

5 0 5

Password None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Reporting None 2 0 2
0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 3 0 3

0 0 0




High Low Medium Total
Application SSL Certificate None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 24 1 25
10 0 10
Network Error None 5 0 5
3 0 3
Novell Client 2 0 2
for 32-bit 1 0 1
Total 7 0 7
4 0 4
Incident None 1 0 1
0 0 0
Novell Client 0 0 1
for 32-bit 0 0 0
Total 1 0 2
0 0 0
None None 1 2 3
0 0 0
Total 1 2 3
0 0 0
Password None 3 0 3
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 5 0 5
0 0 0
Performance None 1 0 1
1 0 1
Total 1 0 1




High Low Medium Total
Network Total 15 2 18
5 0 5
PC/Laptop Error None 7 0 7
6 0 6
Novell Client 1 0 1
for 32-bit 0 0 0
Total 8 0 8
6 0 6
Hardware None 3 0 3
0 0 0
Total 3 0 3
0 0 0
None None 2 0 2
2 0 2
Novell Client 2 0 2
for 32-bit 0 0 0
Total 4 0 4
2 0 2
Password None 2 0 2
2 0 2
Novell Client 1 0 1
for 32-bit 0 0 0
Total 3 0 3
2 0 2
Performance None 7 0 7
1 0 1
Total 7 0 7
1 0 1
Virus None 3 0 3
1 0 1
Total 3 0 3




High

Low

Medium

Total

PC/Laptop Total 28 28
12 12

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 3 3

0 0

Total 3 3

0 0

None None 3 3

2 2

Total 3 3

2 2

Paper Jam None 1 1

0 0

Total 1 1

0 0

Total 8 8

2 2

79 83

29 29

Application Error Mozilla Firefox 1 1
0 0

None 1 1

0 0

Novell Client 2 2

for 32-bit 2 2

Novell 12 12

GroupWise 6 6

Novell 1 1

Messenger 0 0




High Low Medium Total
Application Error Total 17 0 17
8 0 8
None Microsoft Plus! 1 0 1
for Windows 1 0 1
None 1 0 1
0 0 0
Novell 1 0 1
GroupWise 1 0 1
Total 3 0 3
2 0 2
Password Novell 10 0 10
GroupWise 6 0 6
Utah Master 1 0 1
Directory 0 0 0
Total 11 0 11
6 0 6
Reporting None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 2 0 2
1 0 1
Total 33 0 33
17 0 17
Network Error None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 2 0 2
1 0 1
Incident None 2 0 2
0 0 0




High Low Medium Total
Network Incident Total 2 0 2
0 0 0
None None 4 5 9
3 0 3
Novell Client 2 0 2
for 32-bit 2 0 2
Total 6 5 11
5 0 5
Password None 1 0 1
0 0 0
Novell Client 3 0 3
for 32-bit 3 0 3
Total 4 0 4
3 0 3
Total 14 5 19
9 0 9
PC/Laptop None Internet 1 0 1
Explorer 1 0 1
None 2 0 2
2 0 2
Novell Client 1 0 1
for 32-bit 1 0 1
Total 4 0 4
4 0 4
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 5 0 5
5 0 5
Server Error None 1 0 1
0 0 0




Server

Network

Telecom

High Low Medium Total
Error Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
53 5 58
31 0 31
Error Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0 0
Area Code None 2 0 2
0 0 0
Telephone 1 0 1
0 0 0
Total 3 0 3
0 0 0
Call None 1 0 1
Management 0 0 0
Total 1 0 1
0 0 0
Call/Receive None 4 0 4
0 0 0
Telephone 1 0 1
0 0 0
Total 5 0 5
0 0 0
Feature Telephone 1 0 1
0 0 0




Telecom

Telecom

High Low Medium Total
Feature Total 1 1
0 0
Hardware None 2 2
0 0
Total 2 2
0 0
None None 1 1
0 0
Total 1 1
0 0
Voice Mail None 2 2
0 0
Telephone 1 1
0 0
Total 3 3
0 0
Total 16 16
0 0
16 16
0 0
Dial Tone None 1 1
0 0
Total 1 1
0 0
None Telephone 1 1
0 0
Total 1 1
0 0
Total 2 2
0 0
2 2
0 0




High Low Medium Total

184
67




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0 1 0 1
Total 0 1 0 1
0 1 0 1
None Internet 0 1 0 1
Explorer 0 0 0 0
None 0 1 0 1
0 1 0 1
Total 0 2 0 2
0 1 0 1
Reporting Controlled 0 1 0 1
Substance 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 4 0 4
0 2 0 2
PC/Laptop Hardware None 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
0 6 0 6
0 2 0 2
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High

Low

Medium

Total

Application Total 8 8
0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident Novell Client 3 3

for 32-bit 0 0

Total 3 3

0 0

Password None 1 1

0 0

Total 1 1

0 0

Total 5 5

0 0

Telecom Call/Receive None 1 1
0 0

Total 1 1

0 0

Hardware None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

15 15

0 0

_No Tier 2 None None 4 4
0 0

Total 4 4

0 0




High Low Medium Total
_No Tier 2 Total 4 0 4
0 0 0
Application Error Internet 1 0 1
Explorer 0 0 0
None 6 0 6
2 0 2
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 5 1 6
GroupWise 0 0 0
Total 13 1 14
2 0 2
None None 5 0 5
2 0 2
Novell 1 0 1
GroupWise 0 0 0
Total 6 0 6
2 0 2
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Reporting None 2 0 2
1 0 1
Novell 1 0 1
GroupWise 0 0 0
Total 3 0 3
1 0 1
SSL Certificate None 1 0 1
0 0 0
Total 1 0 1
0 0 0




High Low Medium Total
Application Total 24 1 25
5 0 5
Network Error None 5 0 5
1 0 1
Novell Client 2 0 2
for 32-bit 1 0 1
Total 7 0 7
2 0 2
Incident None 1 0 1
0 0 0
Novell Client 0 0 1
for 32-bit 0 0 1
Total 1 0 2
0 0 1
None None 1 2 3
0 0 0
Total 1 2 3
0 0 0
Password None 3 0 3
1 0 1
Novell Client 2 0 2
for 32-bit 1 0 1
Total 5 0 5
2 0 2
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 15 2 18
4 0 5
PC/Laptop Error None 7 0 7
0 0 0




High

Low

Medium

Total

PC/Laptop Error Novell Client 1 1
for 32-bit 1 1

Total 8 8

1 1

Hardware None 3 3
0 0

Total 3 3

0 0

None None 2 2
0 0

Novell Client 2 2

for 32-bit 0 0

Total 4 4

0 0

Password None 2 2
0 0

Novell Client 1 1

for 32-bit 0 0

Total 3 3

0 0

Performance None 7 7
3 3

Total 7 7

3 3

Virus None 3 3
0 0

Total 3 3

0 0

Total 28 28
4 4

Print/Copy/Sca Error Code None 1 1

n/Fax




High

Low

Medium

Total

Print/Copy/Sca
n/Fax

Application

Error Code Total 1 1
1 1

Incident None 3 3
2 2

Total 3 3

2 2

None None 3 3
1 1

Total 3 3

1 1

Paper Jam None 1 1
0 0

Total 1 1

0 0

Total 8 8
4 4

79 83

17 18

Error Mozilla Firefox 1 1
0 0

None 1 1

0 0

Novell Client 2 2

for 32-bit 0 0

Novell 12 12

GroupWise 0 0

Novell 1 1

Messenger 1 1

Total 17 17

1 1

None Microsoft Plus! 1 1
for Windows 0 0




High Low Medium Total
Application None None 1 1
0 0
Novell 1 1
GroupWise 0 0
Total 3 3
0 0
Password Novell 10 10
GroupWise 0 0
Utah Master 1 1
Directory 0 0
Total 11 11
0 0
Reporting None 1 1
0 0
Novell Client 1 1
for 32-bit 0 0
Total 2 2
0 0
Total 33 33
1 1
Network Error None 1 1
1 1
Novell Client 1 1
for 32-bit 0 0
Total 2 2
1 1
Incident None 2 2
0 0
Total 2 2
0 0
None None 4 9
0 0




High Low Medium Total
Network None Novell Client 2 0 2
for 32-bit 0 0 0
Total 6 5 11
0 0 0
Password None 1 0 1
0 0 0
Novell Client 3 0 3
for 32-bit 0 0 0
Total 4 0 4
0 0 0
Total 14 5 19
1 0 1
PC/Laptop None Internet 1 0 1
Explorer 0 0 0
None 2 0 2
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 4 0 4
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 5 0 5
0 0 0
Server Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




Network

Telecom

High Low Medium Total

0 53 5 58

0 2 0 2

Error Novell Client 0 1 0 1
for 32-bit 0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1
0 0 0 0

0 1 0 1

0 0 0 0

Area Code None 0 2 0 2
0 0 0 0

Telephone 0 1 0 1

0 0 0 0

Total 0 3 0 3

0 0 0 0

Call None 0 1 0 1
Management 0 1 0 1
Total 0 1 0 1

0 1 0 1

Call/Receive None 0 4 0 4
0 1 0 1

Telephone 0 1 0 1

0 0 0 0

Total 0 5 0 5

0 1 0 1

Feature Telephone 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Hardware None 0 2 0 2
0 0 0 0




Telecom

Telecom

High Low Medium Total
Hardware Total 0 2 0 2
0 0 0 0
None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Voice Mail None 0 2 0 2
0 0 0 0
Telephone 0 1 0 1
0 0 0 0
Total 0 3 0 3
0 0 0 0
0 16 0 16
0 2 0 2
0 16 0 16
0 2 0 2
Dial Tone 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
None Telephone 0 1 0 1
0 0 0 0
Total 1
0
2
1
2
1
184

26




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0.00 1.69 0.00 1.69
Total 0 1 0 1
0.00 1.69 0.00 1.69
None Internet 0 1 0 1
Explorer 0.00 0.26 0.00 0.26
None 0 1 0 1
0.00 3.27 0.00 3.27
Total 0 2 0 2
0.00 1.76 0.00 1.76
Reporting Controlled 0 1 0 1
Substance 0.00 0.47 0.00 0.47
Total 0 1 0 1
0.00 0.47 0.00 0.47
Total 0 4 0 4
0.00 1.42 0.00 1.42
PC/Laptop Hardware None 0 2 0 2
0.00 0.76 0.00 0.76
Total 0 2 0 2
0.00 0.76 0.00 0.76
Total 0 2 0 2
0.00 0.76 0.00 0.76
0 6 0 6
0.00 1.20 0.00 1.20




High Low Medium Total
Application None Novell 0 1 0 1
GroupWise 0.00 0.17 0.00 0.17
Total 0 1 0 1
0.00 0.17 0.00 0.17
Total 0 1 0 1
0.00 0.17 0.00 0.17
0 1 0 1
0.00 0.17 0.00 0.17
Application Error Uniform 0 1 0 1
Commercial 0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
Network None None 0 0 1 1
0.00 0.00 1.01 1.01
Total 0 0 1 1
0.00 0.00 1.01 1.01
Total 0 0 1 1
0.00 0.00 1.01 1.01
0 1 1 2
0.00 0.18 1.01 0.59
Application Error Novell 0 1 0 1
GroupWise 0.00 0.08 0.00 0.08
Remedy 0 1 0 1
Service 0.00 1.51 0.00 1.51
Total 0 2 0 2
0.00 0.79 0.00 0.79
Password Utah Master 0 6 0 6
Directory 0.00 0.37 0.00 0.37
Total 0 6 0 6
0.00 0.37 0.00 0.37




High Low Medium Total
Application Total 0 8 0 8
0.00 0.48 0.00 0.48
Network Error None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Incident Novell Client 0 3 0 3
for 32-bit 0.00 0.01 0.00 0.01
Total 0 3 0 3
0.00 0.01 0.00 0.01
Password None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 5 0 5
0.00 0.07 0.00 0.07
Telecom Call/Receive None 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Hardware None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 2 0 2
0.00 0.07 0.00 0.07
0 15 0 15
0.00 0.29 0.00 0.29
_No Tier 2 None None 0 4 0 4
0.00 0.03 0.00 0.03
Total 0 4 0 4
0.00 0.03 0.00 0.03




High Low Medium Total
_No Tier 2 Total 0 4 0 4
0.00 0.03 0.00 0.03
Application Error Internet 0 1 0 1
Explorer 0.00 0.01 0.00 0.01
None 0 6 0 6
0.00 0.46 0.00 0.46
Novell Client 0 1 0 1
for 32-bit 0.00 0.33 0.00 0.33
Novell 0 5 1 6
GroupWise 0.00 0.41 0.33 0.39
Total 0 13 1 14
0.00 0.39 0.33 0.39
None None 0 5 0 5
0.00 2.06 0.00 2.06
Novell 0 1 0 1
GroupWise 0.00 0.15 0.00 0.15
Total 0 6 0 6
0.00 1.74 0.00 1.74
Password None 0 1 0 1
0.00 0.61 0.00 0.61
Total 0 1 0 1
0.00 0.61 0.00 0.61
Reporting None 0 2 0 2
0.00 1.24 0.00 1.24
Novell 0 1 0 1
GroupWise 0.00 0.47 0.00 0.47
Total 0 3 0 3
0.00 0.98 0.00 0.98
SSL Certificate None 0 1 0 1
0.00 0.16 0.00 0.16
Total 0 1 0 1
0.00 0.16 0.00 0.16




High Low Medium Total
Application Total 0 24 1 25
0.00 0.80 0.33 0.78
Network Error None 0 5 0 5
0.00 0.58 0.00 0.58
Novell Client 0 2 0 2
for 32-bit 0.00 0.80 0.00 0.80
Total 0 7 0 7
0.00 0.64 0.00 0.64
Incident None 0 1 0 1
0.00 0.14 0.00 0.14
Novell Client 1 0 0 1
for 32-bit 2.53 0.00 0.00 2.53
Total 1 1 0 2
2.53 0.14 0.00 1.34
None None 0 1 2 3
0.00 0.51 0.02 0.19
Total 0 1 2 3
0.00 0.51 0.02 0.19
Password None 0 3 0 3
0.00 0.52 0.00 0.52
Novell Client 0 2 0 2
for 32-bit 0.00 0.92 0.00 0.92
Total 0 5 0 5
0.00 0.68 0.00 0.68
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 1 15 2 18
2.53 0.59 0.02 0.64
PC/Laptop Error None 0 7 0 7
0.00 0.22 0.00 0.22




High Low Medium Total
PC/Laptop Error Novell Client 0 1 0 1
for 32-bit 0.00 2.59 0.00 2.59
Total 0 8 0 8
0.00 0.52 0.00 0.52
Hardware None 0 3 0 3
0.00 0.50 0.00 0.50
Total 0 3 0 3
0.00 0.50 0.00 0.50
None None 0 2 0 2
0.00 0.02 0.00 0.02
Novell Client 0 2 0 2
for 32-bit 0.00 0.37 0.00 0.37
Total 0 4 0 4
0.00 0.20 0.00 0.20
Password None 0 2 0 2
0.00 0.01 0.00 0.01
Novell Client 0 1 0 1
for 32-bit 0.00 0.43 0.00 0.43
Total 0 3 0 3
0.00 0.15 0.00 0.15
Performance None 0 7 0 7
0.00 0.87 0.00 0.87
Total 0 7 0 7
0.00 0.87 0.00 0.87
Virus None 0 3 0 3
0.00 0.36 0.00 0.36
Total 0 3 0 3
0.00 0.36 0.00 0.36
Total 0 28 0 28
0.00 0.50 0.00 0.50
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 1.67 0.00 1.67




Print/Copy/Sca
n/Fax

Application

High Low Medium Total
Error Code Total 0 1 0 1
0.00 1.67 0.00 1.67
Incident None 0 3 0 3
0.00 1.21 0.00 1.21
Total 0 3 0 3
0.00 1.21 0.00 1.21
None None 0 3 0 3
0.00 0.40 0.00 0.40
Total 0 3 0 3
0.00 0.40 0.00 0.40
Paper Jam None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 8 0 8
0.00 0.85 0.00 0.85
1 79 3 83
2.53 0.62 0.13 0.63
Error Mozilla Firefox 0 1 0 1
0.00 0.36 0.00 0.36
None 0 1 0 1
0.00 0.18 0.00 0.18
Novell Client 0 2 0 2
for 32-bit 0.00 0.27 0.00 0.27
Novell 0 12 0 12
GroupWise 0.00 0.18 0.00 0.18
Novell 0 1 0 1
Messenger 0.00 1.08 0.00 1.08
Total 0 17 0 17
0.00 0.25 0.00 0.25
None Microsoft Plus! 0 1 0 1
for Windows 0.00 0.02 0.00 0.02




High Low Medium Total
Application None None 0 1 0 1
0.00 0.09 0.00 0.09
Novell 0 1 0 1
GroupWise 0.00 0.10 0.00 0.10
Total 0 3 0 3
0.00 0.07 0.00 0.07
Password Novell 0 10 0 10
GroupWise 0.00 0.27 0.00 0.27
Utah Master 0 1 0 1
Directory 0.00 0.26 0.00 0.26
Total 0 11 0 11
0.00 0.27 0.00 0.27
Reporting None 0 1 0 1
0.00 0.13 0.00 0.13
Novell Client 0 1 0 1
for 32-bit 0.00 0.24 0.00 0.24
Total 0 2 0 2
0.00 0.18 0.00 0.18
Total 0 33 0 33
0.00 0.24 0.00 0.24
Network Error None 0 1 0 1
0.00 1.35 0.00 1.35
Novell Client 0 1 0 1
for 32-bit 0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.68 0.00 0.68
Incident None 0 2 0 2
0.00 0.38 0.00 0.38
Total 0 2 0 2
0.00 0.38 0.00 0.38
None None 0 4 5 9
0.00 0.10 0.19 0.15




High Low Medium Total
Network None Novell Client 0 2 0 2
for 32-bit 0.00 0.00 0.00 0.00
Total 0 6 5 11
0.00 0.07 0.19 0.13
Password None 0 1 0 1
0.00 0.44 0.00 0.44
Novell Client 0 3 0 3
for 32-bit 0.00 0.06 0.00 0.06
Total 0 4 0 4
0.00 0.16 0.00 0.16
Total 0 14 5 19
0.00 0.23 0.19 0.22
PC/Laptop None Internet 0 1 0 1
Explorer 0.00 0.02 0.00 0.02
None 0 2 0 2
0.00 0.05 0.00 0.05
Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.03 0.00 0.03
Password None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 5 0 5
0.00 0.04 0.00 0.04
Server Error None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27




Network

Telecom

High Low Medium Total
0 53 5 58
0.00 0.22 0.19 0.22
Error Novell Client 0 1 0 1
for 32-bit 0.00 0.88 0.00 0.88
Total 0 1 0 1
0.00 0.88 0.00 0.88
Total 0 1 0 1
0.00 0.88 0.00 0.88
0 1 0 1
0.00 0.88 0.00 0.88
Area Code None 0 2 0 2
0.00 0.10 0.00 0.10
Telephone 0 1 0 1
0.00 0.67 0.00 0.67
Total 0 3 0 3
0.00 0.29 0.00 0.29
Call None 0 1 0 1
Management 0.00 1.67 0.00 1.67
Total 0 1 0 1
0.00 1.67 0.00 1.67
Call/Receive None 0 4 0 4
0.00 0.39 0.00 0.39
Telephone 0 1 0 1
0.00 0.77 0.00 0.77
Total 0 5 0 5
0.00 0.46 0.00 0.46
Feature Telephone 0 1 0 1
0.00 0.21 0.00 0.21
Total 0 1 0 1
0.00 0.21 0.00 0.21
Hardware None 0 2 0 2
0.00 0.31 0.00 0.31




Telecom

Telecom

High Low Medium Total
Hardware Total 0 2 0 2
0.00 0.31 0.00 0.31
None None 0 1 0 1
0.00 0.39 0.00 0.39
Total 0 1 0 1
0.00 0.39 0.00 0.39
Voice Mail None 0 2 0 2
0.00 0.15 0.00 0.15
Telephone 0 1 0 1
0.00 0.43 0.00 0.43
Total 0 3 0 3
0.00 0.25 0.00 0.25
0 16 0 16
0.00 0.43 0.00 0.43
0 16 0 16
0.00 0.43 0.00 0.43
Dial Tone 0 1 0 1
0.00 1.04 0.00 1.04
Total 0 1 0 1
0.00 1.04 0.00 1.04
None Telephone 0 1 0 1
0.00 0.10 0.00 0.10
Total 1
0.10
2
0.57
2
0.57
184

0.47




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0 0 0 0
Total 0 1 0 1
0 0 0 0
None Internet 0 1 0 1
Explorer 0 0 0 0
None 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
Reporting Controlled 0 1 0 1
Substance 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 4 0 4
0 0 0 0
PC/Laptop Hardware None 0 2 0 2
0 0 0 0
0 2 0 2
0 0 0 0
0 2 0 2
0 0 0 0
0 6 0 6
0 0 0 0
Application Novell 0 1 0 1
GroupWise 0 0 0 0




High

Low

Medium

Total

Application

Application

None

Total

Error

Total

Network

Application

None

Total

Error

Password

Total

Total 0
0
0
0
0
0
Uniform 0
Commercial 0
Total 0
0
0
0
None 1
0
Total 1
0
1
0
1
0
Novell 0
GroupWise 0
Remedy 0
Service 0
Total 0
0
Utah Master 0
Directory 0
Total 0
0
0




High

Low

Medium

Total

Network Error None 1 1
0 0

Total 1 1

0 0

Incident Novell Client 3 3
for 32-bit 0 0

Total 3 3

0 0

Password None 1 1
0 0

Total 1 1

0 0

Total 5 5
0 0

Telecom Call/Receive None 1 1
0 0

Total 1 1

0 0

Hardware None 1 1
0 0

Total 1 1

0 0

Total 2 2
0 0

15 15

0 0

_No Tier 2 None None 4 4
0 0

Total 4 4

0 0

Total 4 4
0 0




Application

High Low Medium Total

Error Internet 1 1
Explorer 0 0

None 6 6

0 0

Novell Client 1 1

for 32-bit 0 0

Novell 5 6

GroupWise 0 0

Total 13 14

0 0

None None 5 5
1 1

Novell 1 1

GroupWise 0 0

Total 6 6

1 1

Password None 1 1
0 0

Total 1 1

0 0

Reporting None 2 2
0 0

Novell 1 1

GroupWise 0 0

Total 3 3

0 0

SSL Certificate None 1 1
0 0

Total 1 1

0 0

Total 24 25




High Low Medium Total
Network Error None 5 0 5
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 7 0 7
0 0 0
Incident None 1 0 1
1 0 1
Novell Client 0 0 1
for 32-bit 0 0 0
Total 1 0 2
1 0 1
None None 1 2 3
0 0 0
Total 1 2 3
0 0 0
Password None 3 0 3
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 5 0 5
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 15 2 18
1 0 1
PC/Laptop Error None 7 0 7
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0




High Low Medium Total
PC/Laptop Error Total 8 8
0 0
Hardware None 3 3
0 0
Total 3 3
0 0
None None 2 2
0 0
Novell Client 2 2
for 32-bit 0 0
Total 4 4
0 0
Password None 2 2
0 0
Novell Client 1 1
for 32-bit 0 0
Total 3 3
0 0
Performance None 7 7
0 0
Total 7 7
0 0
Virus None 3 3
0 0
Total 3 3
0 0
Total 28 28
0 0
Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1
0 0




Print/Copy/Sca
n/Fax

Application

High Low Medium Total
Incident None 3 0 3
0 0 0
Total 3 0 3
0 0 0
None None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Paper Jam None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 8 0 8
0 0 0
79 3 83
2 0 2
Error Mozilla Firefox 1 0 1
0 0 0
None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Novell 12 0 12
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Total 17 0 17
0 0 0
None Microsoft Plus! 1 0 1
for Windows 0 0 0
None 1 0 1
0 0 0




High

Low

Medium

Total

Application None Novell 1 1
GroupWise 0 0

Total 3 3

0 0

Password Novell 10 10
GroupWise 0 0

Utah Master 1 1

Directory 0 0

Total 11 11

0 0

Reporting None 1 1
0 0

Novell Client 1 1

for 32-bit 0 0

Total 2 2

0 0

Total 33 33
0 0

Network Error None 1 1
0 0

Novell Client 1 1

for 32-bit 0 0

Total 2 2

0 0

Incident None 2 2
0 0

Total 2 2

0 0

None None 4 9
0 0

Novell Client 2 2

for 32-bit 0 0




High Low Medium Total
Network None Total 6 11
0 0
Password None 1 1
0 0
Novell Client 3 3
for 32-bit 0 0
Total 4 4
0 0
Total 14 19
0 0
PC/Laptop None Internet 1 1
Explorer 0 0
None 2 2
0 0
Novell Client 1 1
for 32-bit 0 0
Total 4 4
0 0
Password None 1 1
0 0
Total 1 1
0 0
Total 5 5
0 0
Server Error None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
53 58
0 0




High

Low

Medium

Total

Network

Telecom

Error

Novell Client
for 32-bit

Total

Total

Area Code

None

Telephone

Total

Call
Management

None

Total

Call/Receive

None

Telephone

Total

Feature

Telephone

Total

Hardware

None

Total




High

Low

Medium

Total

Telecom

Telecom

None None 1 1
0 0

Total 1 1

0 0

Voice Mail None 2 2
0 0

Telephone 1 1

0 0

Total 3 3

0 0

16 16

3 3

16 16

3 3

Dial Tone 1 1
0 0

Total 1 1

0 0

None Telephone 1 1
0 0

Total 1

0

2

0

2

0

184




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error Controlled 0 1 0 1
Substance 0.00 2.89 0.00 2.89
Total 0 1 0 1
0.00 2.89 0.00 2.89
None Internet 0 1 0 1
Explorer 0.00 0.47 0.00 0.47
None 0 1 0 1
0.00 3.27 0.00 3.27
Total 0 2 0 2
0.00 1.87 0.00 1.87
Reporting Controlled 0 1 0 1
Substance 0.00 1.66 0.00 1.66
Total 0 1 0 1
0.00 1.66 0.00 1.66
Total 0 4 0 4
0.00 2.07 0.00 2.07
PC/Laptop Hardware None 0 2 0 2
0.00 5.51 0.00 5.51
Total 0 2 0 2
0.00 5.51 0.00 5.51
Total 0 2 0 2
0.00 5.51 0.00 5.51
0 6 0 6
0.00 3.22 0.00 3.22




High Low Medium Total
Application None Novell 0 1 0 1
GroupWise 0.00 5.63 0.00 5.63
Total 0 1 0 1
0.00 5.63 0.00 5.63
Total 0 1 0 1
0.00 5.63 0.00 5.63
0 1 0 1
0.00 5.63 0.00 5.63
Application Error Uniform 0 1 0 1
Commercial 0.00 3.31 0.00 3.31
Total 0 1 0 1
0.00 3.31 0.00 3.31
Total 0 1 0 1
0.00 3.31 0.00 3.31
Network None None 0 0 1 1
0.00 0.00 1.01 1.01
Total 0 0 1 1
0.00 0.00 1.01 1.01
Total 0 0 1 1
0.00 0.00 1.01 1.01
0 1 1 2
0.00 3.31 1.01 2.16
Application Error Novell 0 1 0 1
GroupWise 0.00 0.08 0.00 0.08
Remedy 0 1 0 1
Service 0.00 2.09 0.00 2.09
Total 0 2 0 2
0.00 1.09 0.00 1.09
Password Utah Master 0 6 0 6
Directory 0.00 0.65 0.00 0.65
Total 0 6 0 6
0.00 0.65 0.00 0.65




High Low Medium Total
Application Total 0 8 0 8
0.00 0.76 0.00 0.76
Network Error None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Incident Novell Client 0 3 0 3
for 32-bit 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 5 0 5
0.00 0.09 0.00 0.09
Telecom Call/Receive None 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Hardware None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 2 0 2
0.00 0.07 0.00 0.07
0 15 0 15
0.00 0.48 0.00 0.48
_No Tier 2 None None 0 4 0 4
0.00 0.70 0.00 0.70
Total 0 4 0 4
0.00 0.70 0.00 0.70




High Low Medium Total
_No Tier 2 Total 0 4 0 4
0.00 0.70 0.00 0.70
Application Error Internet 0 1 0 1
Explorer 0.00 0.20 0.00 0.20
None 0 6 0 6
0.00 0.89 0.00 0.89
Novell Client 0 1 0 1
for 32-bit 0.00 0.33 0.00 0.33
Novell 0 5 1 6
GroupWise 0.00 0.98 0.33 0.87
Total 0 13 1 14
0.00 0.83 0.33 0.80
None None 0 5 0 5
0.00 2.06 0.00 2.06
Novell 0 1 0 1
GroupWise 0.00 0.15 0.00 0.15
Total 0 6 0 6
0.00 1.74 0.00 1.74
Password None 0 1 0 1
0.00 0.61 0.00 0.61
Total 0 1 0 1
0.00 0.61 0.00 0.61
Reporting None 0 2 0 2
0.00 1.24 0.00 1.24
Novell 0 1 0 1
GroupWise 0.00 0.47 0.00 0.47
Total 0 3 0 3
0.00 0.98 0.00 0.98
SSL Certificate None 0 1 0 1
0.00 0.16 0.00 0.16
Total 0 1 0 1
0.00 0.16 0.00 0.16




High Low Medium Total
Application Total 0 24 1 25
0.00 1.04 0.33 1.01
Network Error None 0 5 0 5
0.00 0.59 0.00 0.59
Novell Client 0 2 0 2
for 32-bit 0.00 0.95 0.00 0.95
Total 0 7 0 7
0.00 0.69 0.00 0.69
Incident None 0 1 0 1
0.00 10.82 0.00 10.82
Novell Client 1 0 0 1
for 32-bit 2.53 0.00 0.00 2.53
Total 1 1 0 2
2.53 10.82 0.00 6.68
None None 0 1 2 3
0.00 0.51 0.00 0.26
Total 0 1 2 3
0.00 0.51 0.00 0.26
Password None 0 3 0 3
0.00 1.11 0.00 1.11
Novell Client 0 2 0 2
for 32-bit 0.00 0.92 0.00 0.92
Total 0 5 0 5
0.00 1.03 0.00 1.03
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 1 15 2 18
2.53 1.47 0.00 1.45
PC/Laptop Error None 0 7 0 7
0.00 0.30 0.00 0.30




High Low Medium Total
PC/Laptop Error Novell Client 0 1 0 1
for 32-bit 0.00 2.59 0.00 2.59
Total 0 8 0 8
0.00 0.59 0.00 0.59
Hardware None 0 3 0 3
0.00 0.50 0.00 0.50
Total 0 3 0 3
0.00 0.50 0.00 0.50
None None 0 2 0 2
0.00 0.02 0.00 0.02
Novell Client 0 2 0 2
for 32-bit 0.00 0.37 0.00 0.37
Total 0 4 0 4
0.00 0.20 0.00 0.20
Password None 0 2 0 2
0.00 0.01 0.00 0.01
Novell Client 0 1 0 1
for 32-bit 0.00 0.43 0.00 0.43
Total 0 3 0 3
0.00 0.15 0.00 0.15
Performance None 0 7 0 7
0.00 0.88 0.00 0.88
Total 0 7 0 7
0.00 0.88 0.00 0.88
Virus None 0 3 0 3
0.00 0.37 0.00 0.37
Total 0 3 0 3
0.00 0.37 0.00 0.37
Total 0 28 0 28
0.00 0.52 0.00 0.52
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 1.67 0.00 1.67




Print/Copy/Sca
n/Fax

Application

High Low Medium Total
Error Code Total 0 1 0 1
0.00 1.67 0.00 1.67
Incident None 0 3 0 3
0.00 1.21 0.00 1.21
Total 0 3 0 3
0.00 1.21 0.00 1.21
None None 0 3 0 3
0.00 1.16 0.00 1.16
Total 0 3 0 3
0.00 1.16 0.00 1.16
Paper Jam None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 8 0 8
0.00 1.13 0.00 1.13
1 79 3 83
2.53 0.93 0.16 0.93
Error Mozilla Firefox 0 1 0 1
0.00 0.36 0.00 0.36
None 0 1 0 1
0.00 0.18 0.00 0.18
Novell Client 0 2 0 2
for 32-bit 0.00 0.27 0.00 0.27
Novell 0 12 0 12
GroupWise 0.00 0.21 0.00 0.21
Novell 0 1 0 1
Messenger 0.00 1.08 0.00 1.08
Total 0 17 0 17
0.00 0.29 0.00 0.29
None Microsoft Plus! 0 1 0 1
for Windows 0.00 0.02 0.00 0.02




High Low Medium Total
Application None None 0 1 0 1
0.00 0.09 0.00 0.09
Novell 0 1 0 1
GroupWise 0.00 0.10 0.00 0.10
Total 0 3 0 3
0.00 0.07 0.00 0.07
Password Novell 0 10 0 10
GroupWise 0.00 0.28 0.00 0.28
Utah Master 0 1 0 1
Directory 0.00 0.26 0.00 0.26
Total 0 11 0 11
0.00 0.28 0.00 0.28
Reporting None 0 1 0 1
0.00 0.13 0.00 0.13
Novell Client 0 1 0 1
for 32-bit 0.00 0.24 0.00 0.24
Total 0 2 0 2
0.00 0.18 0.00 0.18
Total 0 33 0 33
0.00 0.26 0.00 0.26
Network Error None 0 1 0 1
0.00 1.35 0.00 1.35
Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.90 0.00 0.90
Incident None 0 2 0 2
0.00 0.39 0.00 0.39
Total 0 2 0 2
0.00 0.39 0.00 0.39
None None 0 4 5 9
0.00 0.12 0.06 0.09




High Low Medium Total
Network None Novell Client 0 2 0 2
for 32-bit 0.00 0.79 0.00 0.79
Total 0 6 5 11
0.00 0.39 0.06 0.26
Password None 0 1 0 1
0.00 0.44 0.00 0.44
Novell Client 0 3 0 3
for 32-bit 0.00 0.23 0.00 0.23
Total 0 4 0 4
0.00 0.29 0.00 0.29
Total 0 14 5 19
0.00 0.42 0.06 0.35
PC/Laptop None Internet 0 1 0 1
Explorer 0.00 0.11 0.00 0.11
None 0 2 0 2
0.00 0.05 0.00 0.05
Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.06 0.00 0.06
Password None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 5 0 5
0.00 0.06 0.00 0.06
Server Error None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27




Network

Telecom

High Low Medium Total
0 53 5 58
0.00 0.28 0.06 0.27
Error Novell Client 0 1 0 1
for 32-bit 0.00 0.88 0.00 0.88
Total 0 1 0 1
0.00 0.88 0.00 0.88
Total 0 1 0 1
0.00 0.88 0.00 0.88
0 1 0 1
0.00 0.88 0.00 0.88
Area Code None 0 2 0 2
0.00 1.18 0.00 1.18
Telephone 0 1 0 1
0.00 1.63 0.00 1.63
Total 0 3 0 3
0.00 1.33 0.00 1.33
Call None 0 1 0 1
Management 0.00 15.12 0.00 15.12
Total 0 1 0 1
0.00 15.12 0.00 15.12
Call/Receive None 0 4 0 4
0.00 7.90 0.00 7.90
Telephone 0 1 0 1
0.00 0.77 0.00 0.77
Total 0 5 0 5
0.00 6.47 0.00 6.47
Feature Telephone 0 1 0 1
0.00 0.21 0.00 0.21
Total 0 1 0 1
0.00 0.21 0.00 0.21
Hardware None 0 2 0 2
0.00 0.46 0.00 0.46




High Low Medium Total
Telecom Hardware Total 0 2 0 2
0.00 0.46 0.00 0.46
None None 0 1 0 1
0.00 0.48 0.00 0.48
Total 0 1 0 1
0.00 0.48 0.00 0.48
Voice Mail None 0 2 0 2
0.00 0.30 0.00 0.30
Telephone 0 1 0 1
0.00 0.49 0.00 0.49
Total 0 3 0 3
0.00 0.36 0.00 0.36
0 16 0 16
0.00 3.39 0.00 3.39
0 16 0 16
0.00 3.39 0.00 3.39
Telecom Dial Tone 0 1 0 1
0.00 1.05 0.00 1.05
Total 0 1 0 1
0.00 1.05 0.00 1.05
None Telephone 0 1 0 1
0.00 0.18 0.00 0.18
Total 1
0.18
2
0.61
2
0.61
184
1.04

INC000000091719 _No Tier 2 None None TIR Missed: No TIR: 0.05
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.05




INC000000094544 _No Tier 2 None None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.83
INC000000094699 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.85
INC000000102241 _No Tier 2 None None TIRMissed: No TIR: 0.05
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.05
Application
INC000000088495  Application None None TIR Missed: Yes TIR: 7.33
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 7.33
INC000000088771  Application None None TIR Missed: Yes TIR: 1.88
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.88
INC000000089651  Application None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000089925  Application Password Novell GroupWise TIR Missed: No TIR: 0.34
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.34
INC000000091419  Application Reporting None TIR Missed: Yes TIR: 2.09
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 2.09
INC000000091778  Application SSL Certificate None TIRMissed: No TIR: 0.16
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.16
INC000000092185  Application Error None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000092717  Application Reporting Novell GroupWise 32-bit TIR Missed: No TIR: 0.47
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.47
INC000000092774  Application Error None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000092828  Application Error None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000092841  Application None None TIR Missed: No TIR: 0.06
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.06
INC000000093589  Application Password None TIRMissed: No TIR:  0.61
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.61
INC000000093669  Application Error Controlled Substance Da TIR Missed: Yes TIR: 1.69
Application Support Commerce Low Closed TTR Missed: No  TTR: 2.89
INC000000093830  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.46
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.46
INC000000093839  Application Error None TIR Missed: No TIR: 0.18
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.18
INC000000094268  Application Error Remedy Service Reques TIR Missed: No TIR:  1.51
Help Desk Commerce Low Closed TTR Missed: No  TTR: 2.09
INC000000094703  Application Error Novell GroupWise TIR Missed: No TIR: 0.53
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.53
INC000000094710  Application Error Novell GroupWise TIR Missed: No TIR: 0.54
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.71
INC000000094715  Application Error Novell Messenger TIR Missed: Yes TIR: 1.08
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 1.08
INC000000094729  Application Error Novell GroupWise TIR Missed: No TIR: 0.33
Metro A Desktop Support Commerce Medium Closed TTR Missed: No  TTR: 0.33
INC000000094750  Application Password Novell GroupWise TIR Missed: No TIR: 0.76



Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.76
INC000000094758  Application Password Novell GroupWise TIR Missed: No  TIR: 0.69
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.69
INC000000094763  Application Error Novell GroupWise TIR Missed: No  TIR: 0.65
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.65
INC000000094793  Application Password Novell GroupWise TIR Missed: No  TIR: 0.33
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.33
INC000000094795  Application Error Novell GroupWise TIR Missed: No  TIR: 0.88
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.88
INC000000094993  Application Error Novell GroupWise TIR Missed: No  TIR: 0.40
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.40
INC000000095125  Application None None TIR Missed: No TIR:  0.09
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.09
INC000000095303  Application Password Utah Master Directory TIR Missed: No TIR: 0.31
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.31
INC000000095762  Application None Internet Explorer TIR Missed: No TIR: 0.26
Application Support Commerce Low Closed TTR Missed: No  TTR: 0.47
INC000000096116  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000096385  Application Reporting Controlled Substance Da TIR Missed: No TIR: 0.47
Application Support Commerce Low Closed TTR Missed: No  TTR: 1.66
INC000000096395  Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 244
INC000000096779  Application Error None TIRMissed: No TIR: 0.35
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 2.97
INC000000096996  Application Reporting None TIR Missed: No TIR:  0.39
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.39
INC000000097661  Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.08
INC000000097662  Application Password Novell GroupWise TIR Missed: No TIR: 0.35
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.35
INC000000097663  Application Error Novell GroupWise TIR Missed: No TIR: 0.18
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.18
INC000000097667  Application Error Novell GroupWise TIR Missed: No TIR: 0.29
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.29
INC000000097668  Application Error Novell GroupWise TIR Missed: No TIR: 0.29
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.29
INC000000097671  Application Error Novell GroupWise TIR Missed: No TIR: 0.07
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.07
INC000000097675  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000097680  Application Password Novell GroupWise TIR Missed: No TIR: 0.06
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000097682  Application Password Novell GroupWise TIR Missed: No TIR: 0.10
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.10
INC000000097709  Application Error Novell GroupWise TIR Missed: No TIR: 0.07
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000097717  Application Password Novell GroupWise TIR Missed: No TIR: 0.05



Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.05
INC000000097767  Application Error Novell GroupWise TIR Missed: No  TIR: 0.03
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000097882  Application Password Utah Master Directory TIR Missed: No  TIR: 0.37
Help Desk Commerce Low Resolved TTR Missed: No TTR: 1.94
INC000000098709  Application None None TIR Missed: Yes TIR: 3.27
Application Support Commerce Low Resolved TTR Missed: No  TTR: 3.27
INC000000099139  Application Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.33
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.33
INC000000099278  Application Error None TIR Missed: Yes TIR: 1.02
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.02
INC000000099307  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.08
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.08
INC000000099691  Application Error Internet Explorer TIR Missed: No TIR: 0.01
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.20
INC000000099751  Application Error Novell groupwise TIR Missed: No TIR: 0.01
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.36
INC000000099892  Application Password Utah Master Directory TIR Missed: No TIR: 0.93
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.93
INC000000099917  Application Error Uniform Commercial Cod TIR Missed: No TIR: 0.18
Capitol Hosting Commerce Low Resolved TTR Missed: No  TTR: 3.31
INC000000100263  Application None Microsoft Plus! for Windo TIR Missed: No TIR: 0.02
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.02
INC000000100291  Application None None TIR Missed: No TIR:  0.99
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.99
INC000000100298  Application Reporting Novell Client for 32-bit W TIR Missed: No TIR: 0.24
Metro A Help Desk Commerce Low Resolved TTR Missed: No TTR: 0.24
INC000000100523  Application Reporting None TIRMissed: No TIR: 0.13
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.13
INC000000100766  Application Password Utah Master Directory TIR Missed: No TIR: 0.31
Help Desk Commerce Low Resolved TTR Missed: No TTR: 0.31
INC000000100771  Application Password Utah Master Directory TIR Missed: No TIR: 0.24
Help Desk Commerce Low Resolved TTR Missed: No TTR: 0.24
INC000000100881  Application Password Utah Master Directory TIR Missed: No TIR: 0.26
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.26
INC000000101191  Application None Novell GroupWise TIR Missed: No TIR: 0.10
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.10
INC000000101220  Application Password Utah Master Directory TIR Missed: No TIR: 0.08
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.15
INC000000101224  Application None Novell GroupWise TIR Missed: No TIR: 0.17
Capitol Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 5.63
INC000000101276  Application Error Mozilla Firefox TIR Missed: No TIR: 0.36
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.36
INC000000101636  Application Error Novell GroupWise TIR Missed: No TIR: 0.03
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000102372  Application Error None TIR Missed: Yes TIR: 1.27
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.27
INC000000103079  Application Password Novell GroupWise TIR Missed: No TIR: 0.00



Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000103091  Application Password Novell GroupWise TIR Missed: No  TIR: 0.03
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.03
INC000000103760  Application Error Novell GroupWise TIR Missed: No  TIR: 0.12
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.12
INC000000104077  Application None Novell GroupWise TIR Missed: No  TIR: 0.15
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 0.15
Network
INC000000086762  Network Password None TIRMissed: No TIR: 0.37
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.38
INC000000087998  Network Error None TIR Missed: No TIR:  0.06
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.06
INC000000089506  Network Incident None TIRMissed: No TIR: 045
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.48
INC000000089520  Network Incident None TIR Missed: No TIR:  0.30
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.30
INC000000092036  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.48
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.49
INC000000093024  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.08
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.49
INC000000093898  Network None None TIR Missed: No TIR:  0.03
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000093902  Network None None TIRMissed: No TIR:  0.02
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000093912  Network Error None TIRMissed: No TIR:  0.07
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000093914  Network None None TIRMissed: No TIR:  0.02
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000094140  Network Incident None TIRMissed: No TIR: 0.14
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 10.82
INC000000094779  Network Password None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.77
INC000000095122  Network Password None TIRMissed: No TIR: 044
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.44
INC000000095127  Network Error None TIR Missed: No  TIR: 0.45
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.45
INC000000096297  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.12
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.42
INC000000096966  Network Password None TIRMissed: No TIR: 0.27
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.27
INC000000097772  Network Error None TIRMissed: No TIR: 0.26
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.26
INC000000099207  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000099261  Network Password None TIR Missed: Yes TIR: 117
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.17
INC000000099330  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.49
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 1.49




INC0000000994 31 Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.02
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000101052  Network None None TIR Missed: Yes TIR:  1.01
Capitol Hosting Commerce Medium Resolved TTR Missed: No  TTR: 1.01
INC000000102031 Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No TTR: 1.54
INC000000102044  Network Error None TIR Missed: Yes TIR: 1.35
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 1.35
INC000000102056  Network Error None TIR Missed: Yes TIR: 1.84
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.84
INC000000102057  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.88
Rural South Desktop Support  Commerce Low Resolved TTR Missed: No  TTR: 0.88
INC000000102103  Network Incident Novell Client for 32-bit W TIR Missed: Yes TIR: 2.53
Metro A Desktop Support Commerce High Resolved TTR Missed: No  TTR: 2.53
INC000000102124  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.09
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.09
INC000000102203  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000102252  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.02
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000102257  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000103333  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.36
INC000000103647  Network None None TIRMissed: No TIR:  0.51
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.51
INC000000103651  Network None None TIRMissed: No TIR: 0.28
Metro A Help Desk Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103658  Network None None TIRMissed: No TIR:  0.21
Metro A Help Desk Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103659  Network None None TIRMissed: No TIR: 0.34
Metro A Help Desk Commerce Low Resolved TTR Missed: No TTR: 0.34
INC000000103661  Network None None TIRMissed: No TIR: 0.24
Metro A Help Desk Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103667  Network None None TIRMissed: No TIR: 0.17
Metro A Help Desk Commerce Medium Resolved TTR Missed: No  TTR: 0.17
INC000000103676  Network None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103677  Network None None TIR Missed: No TIR:  0.03
Metro A Help Desk Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103679  Network None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000103684  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.04
INC000000104097  Network Error None TIRMissed: No TIR: 0.28
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.31
INC000000104316  Network Performance None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00




PC/Laptop

INC000000083909  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000087568  PC/Laptop Virus None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000087911  PC/Laptop Performance None TIR Missed: Yes TIR: 1.06
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.06
INC000000087956  PC/Laptop Performance None TIR Missed: No  TIR: 0.71
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.71
INC000000088234  PC/Laptop Performance None TIR Missed: No  TIR: 0.99
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.01
INC000000088789  PC/Laptop Password None TIRMissed: No TIR:  0.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.01
INC000000088838  PC/Laptop Password None TIR Missed: No TIR: 0.06
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.06
INC000000088851  PC/Laptop Virus None TIRMissed: No TIR:  0.71
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.72
INC000000089048  PC/Laptop Virus None TIRMissed: No TIR: 0.34
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.34
INC000000089564  PC/Laptop Error None TIRMissed: No TIR:  0.41
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.41
INC000000089774  PC/Laptop Error None TIRMissed: No TIR: 0.19
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.19
INC000000091165  PC/Laptop None Internet Explorer TIR Missed: No TIR: 0.02
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.11
INC000000093739  PC/Laptop Hardware None TIR Missed: No TIR: 0.68
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.68
INC000000093800  PC/Laptop Performance None TIR Missed: Yes TIR: 1.45
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.45
INC000000093842  PC/Laptop Error None TIR Missed: No TIR:  0.09
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.09
INC000000093874  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000093920  PC/Laptop None None TIRMissed: No TIR:  0.07
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000093926  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000095147  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000095817  PC/Laptop Password None TIRMissed: No TIR:  0.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.01
INC000000096064  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000097340  PC/Laptop Performance None TIR Missed: Yes TIR: 1.09
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.09
INC000000097764  PC/Laptop Error None TIR Missed: No TIR:  0.33
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.33
INC000000099123  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.43



Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.43
INC000000100136  PC/Laptop Error None TIR Missed: No  TIR: 0.03
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.59
INC000000100353  PC/Laptop Hardware None TIRMissed: No TIR:  0.20
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.20
INC000000100492  PC/Laptop Hardware None TIRMissed: No TIR: 0.55
Application Support Commerce Low Resolved TTR Missed: No  TTR: 5.35
INC000000100521  PC/Laptop Hardware None TIR Missed: No TIR:  0.96
Application Support Commerce Low Resolved TTR Missed: No  TTR: 5.67
INC000000102050  PC/Laptop Hardware None TIRMissed: No TIR:  0.61
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.61
INC000000102062  PC/Laptop Error None TIRMissed: No TIR: 0.46
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.46
INC000000102067  PC/Laptop Password Novell Client for 32-bit W TIR Missed: No TIR: 0.43
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.43
INC000000102082  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.31
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.31
INC000000102641 PC/Laptop Error Novell Client for 32-bit W TIR Missed: Yes TIR: 2.59
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 2.59
INC000000102780  PC/Laptop Performance None TIR Missed: No TIR: 0.82
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.82
INC000000104498  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000087471  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.17
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 3.45
INC000000088887  Print/Copy/Scan/Fax Paper Jam None TIRMissed: No TIR: 0.27
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.27
INC000000095477  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.28
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 2.28
INC000000095580  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.23
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.23
INC000000096568  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000097168  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.67
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.67
INC000000098959  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.02
INC000000100509  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.13
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.13
Server
INC000000101045  Server Error None TIRMissed: No TIR: 0.27
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.27
Telecom
INC000000087249  Telecom Area Code Telephone TIR Missed: No TIR: 0.67
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 1.63
INC000000087484  Telecom Call/Receive None TIR Missed: Yes TIR: 1.02
Voice Operations Commerce Low Closed TTR Missed: Yes TTR: 15.51




INC000000088945  Telecom Call/Receive Telephone TIR Missed: No  TIR: 0.77
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.77
INC000000091968  Telecom Call/Receive None TIR Missed: No  TIR: 0.18
Voice Operations Commerce Low Closed TTR Missed: Yes TTR: 13.29
INC000000092039  Telecom Call/Receive None TIR Missed: No  TIR: 0.17
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 1.69
INC000000092047  Telecom Call/Receive None TIR Missed: No  TIR: 0.19
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 1.11
INC000000093967  Telecom Hardware None TIR Missed: No TIR:  0.06
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.06
INC000000094256  Telecom Call Management None TIR Missed: Yes TIR: 1.67
Voice Operations Commerce Low Closed TTR Missed: Yes TTR: 15.12
INC000000095072  Telecom Call/Receive None TIR Missed: No TIR: 0.07
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000095960  Telecom None None TIR Missed: No TIR:  0.39
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.48
INC000000096281  Telecom None Telephone TIR Missed: No TIR: 0.10
Voice/Data/WAN Services Commerce Low Resolved TTR Missed: No  TTR: 0.18
INC000000096321  Telecom Feature Telephone TIR Missed: No TIR: 0.21
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.21
INC000000096938  Telecom Hardware None TIR Missed: No TIR:  0.53
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.53
INC000000097242  Telecom Area Code None TIR Missed: No TIR: 0.13
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.17
INC000000097319  Telecom Voice Mail None TIR Missed: No TIR: 0.23
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.44
INC000000101389  Telecom Voice Mail None TIR Missed: No TIR: 0.07
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.16
INC000000101572  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.43
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.49
INC000000103372  Telecom Hardware None TIR Missed: No TIR:  0.10
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.40
INC000000103712  Telecom Dial Tone None TIR Missed: Yes TIR: 1.04
Voice/Data/WAN Services Commerce Low Resolved TTR Missed: No  TTR: 1.05
INC000000104334  Telecom Area Code None TIR Missed: No TIR: 0.08
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 2.20




